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'*Normar Interaction of ; **^.^V^ ^""""^ 
customer with web storefront ; ©^♦^ i> 



Customer 
Service 
Representative 



with decision for each page • 
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■■■•■■■■■•■■■■■■■■■■■■■■■aasBaaBBaMf 

On-line decision engine decides Z 
to ask "May I help you?" The I 
offered help may be live or automated. 



-/''"^I *^"®^®"'®''®®y®y®® to help, then 
y o I ^ decision engine assigns a CSR 



1 



- system sends relevant data to CSR ■ 
- -system enables text chat, escorted ■ 

Lbrowsingi and/or voice connection I 



y ^ Business analyst/manager 
^ r) '^--^l monitors decisions being made 

- tunes decision flows for business 
% I performance 



I 




Reporting and ^ ^k'^''^^ 
I — ^ Tuning ^ 

1^ — 



Business 

Analyst/ 

Manager 



2S 



Source attnbutes: Customer ID, Customer Profile, Pages visited, Shopping cart, . 



r 



MIHU DecisionFIow 




true 



40 



every third page, 
unless business 
value > 70 



determine IVIIHU score 





mm scam: 



34- 



true 



( combines current business value, 
frustration score, opportunity score ) 



"AV^ determin e whiether to offer MIHU 



MIHU iias not 
been offered 
yet 




true 



( allows for simple "overrides" 
of MIHU score, e.g.. 
If leather coat gets 
into shopping cart 
then contribute 90 ) true 



4-8 





true 

( combines MIHU score, 
MIHU override score, 
and agent load ) 



Target attributes: offer IMIHU, frustration score, 

2.0 



R<S, Z 



hi 

m ?, 





r 


/ 


5$ 
f 


i 


SS' 
( 


f 


/ 

{ 


1 
/ 


Session ID 


Rage 


Buatucss 


FVuatiratJrott 


Oppartiunidy 


MIHU. 


Ovcrrtdc 


CSR 


Offer 




Value 






score 


Scare 


Lead 


NflHU 


250 
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70 
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46 
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80 


fake 


— ' 250 
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70 


14 
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54 
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SJI 


fafac 


— ' 250 
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70 


20 
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60 
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811 


false 


— 290 


4! 


7Q 


241 
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64 
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79 


fafec 


■ ^^ 250 
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85 
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51 


83 
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78 


druc 


282 
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40 
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25 


0 


83 


fabe 


^ 282 
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40 
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false 


282 
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57 








sa 


82 


liruc 
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43 
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232 
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Til 


19 


37 


58 








282 


7. 


71 


25 


418 
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MIHU DecIslonFlow 

40^ 





Determine mVNt §gore 




determine opportunity scpre 




current business value [0 to 1 00] 

Ru(es: 
If green card 
^ thencohtirlbute 40 ' 

r . If gold card 
vj> then contribute 70 

. . If shopping cart not empty ^ 

then contribute 2 * (shopping cart profit) 

/A If bought something In 
lri>) then contribute 20 - ^ 

Combining Policy: sum of true rules 





weighted promo list £ list of record of < Item, welght> ] 

Rules: 

r A If raincoat In shopping cart ^ F 'BTOpifjy^ 
^ ^ theH contribute < Umbrella , 40 > 



^ V if shirt In shopping cart ^ 
xy then contribute < sweater, 30 > 

/ « if customer lives In sunny climate 
l^j then contribute < straw hat , 10 > 

if customer lives In cold clii 
then contribute < sweater , 10 > 



matte 



►S|weater,20.> 



Xlsweater/50|»^;^ 



Combining Policy; sorted weighted sum 



Side-effect activities 



All external events 
(e.g., new decisiorj 
requests) 




Admin events 
(new/modified 
Vortex programs, 
new/modified 
support functions) 



Internal events, 
"Wrtex'program 
errors, exception; 

Request to 
execute a 
Vortex program 
with Input data 



Vortex 

program 

InASCIL 




Parsing 
status 

(success, fail) 



Request 
Vortex 
Program 




Vortex program 
as internal data 
structure 




Pointer to Vortex 
program internal 
data structures 
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